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ABSTRACT 
Name  : Nurjannah 
Reg. Number : 40300112013 
Major  : English and Literature Department 
Faculty : Adab and Humanities 
Title : Analysis of Effective Interpersonal Communication used by Tour 
  Guides at Fort Rotterdam 
Supervisor I : Hj. Nuri Emmiyati 
Supervisor II : Faidah Yusuf 
 
This research discussed about effective interpersonal communication used by 
Tour guides at fort Rotterdam. The aimed of this research were to describe and find 
out the effective interpersonal communication used by Tour Guides at Fort 
Rotterdam. This research used descriptive qualitative method and Devito‟s theory. 
Interview sheet as instrument of the research to five respondents who were working 
as a Tour Guide at Fort Rotterdam. The researcher found that there are five kinds of 
effective interpersonal communication used by Tour Guides, such as openness, 
empathy, supportiveness, positiveness and equality. Five kinds of effective 
interpersonal communication did not use all tour guides, empathy, supportiveness and 
equality more dominant used by tour guides than openness and positiveness in this 
research. The researcher concluded that all tour guides who used effective 
interpersonal communication were capable of communicating to the visitor 
effectively. 
 
Keywords: Effective Interpersonal Communication, Tour Guide 
1 
 
CHAPTER I 
INTRODUCTION 
This chapter consists of background, problem statement, objective of 
the research, significance of the research, and scope of the research.  
A. Background  
Communication is important role in the life of every person in the 
world to deliver and provide the information either directly or indirectly.  In 
everyday life we realize it or not communication is a part of human life itself. 
Human birth is born already communicate with their environment. Barrett, 
Deborah J. (2006: 386), said that Communication is the transmission of 
meaning from one person to another or too many people, whether verbally or 
nonverbally. Communication from one person to another is commonly 
depicted as a simple triangle consisting of the context, the sender, the 
message, and the receiver.  
Communication process is about to share information from the speaker 
to the listener (receiver). Communication from one person to another is 
commonly depicted as a simple triangle consisting of the context, the sender, 
the message, and the receiver. Therefore, effective interpersonal 
communication by tour guide can make their extreme perceptions about a 
destination, tour guides can exert great influence on the way an activity, place 
or destination is interpreted and experience. According to Jacobs (2007:4) tour 
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guide is responsible for the logistics of a tour, and the clients they are 
travelling with. They act mostly from tour guide not only verbal 
communication but also non-verbal communication. 
In generally, there are two kinds of communication; they are verbal 
communication and non-verbal communication. According to Mark Knap 
(1972:27) verbal communication is a form of communication which the 
message is conveyed orally or in writing using the language and according to 
Knapp and Hall (2002:103) nonverbal communication refers to 
communication that is produced by some means other than words (eye 
contact, body language, or vocal cues). Verbal and nonverbal communication 
influence the outcome of the conversation very much, for example in tour 
guide‟s communication, the lack of knowledge of tour guides regarding verbal 
and nonverbal communication causes many visitors to gain a wrong 
perception, through difficulty in understand the meaning of a tour guide‟s 
body language. In this case, tour guides have to use effective interpersonal 
communication. 
According to Devito (2009:4) interpersonal communication is the 
communication that takes place between people who are in some way “ 
connected”, interpersonal communication would thus include what takes place 
between son and his father, an employer and two sisters, a teacher and a 
student, two lovers, two friends, and so on. In making a communication 
successfully especially for tour guides in handling their costumers, tour guides 
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have to make an interpersonal communication effectively and make a visitor 
comfortable and understand about the information of Fort Rotterdam. Fort 
Rotterdam or Fort Ujung Pandang is a fortress of the kingdom of Gowa-Talo 
heritage. The location of the fort was located on the west coast city of 
Makassar, South Sulawesi. 
According to Hardjana (2003) in Suranto,AW (2011:77) interpersonal 
communication can be said to be effective if the message was received and 
understood as intended by the sender of the message, followed by a deed 
voluntarily by the recipient and can increase the quality of the relationship 
between personal. This statement implies that tour guides have substantial 
responsibility in making good interpersonal communication, in this case they 
have to have good communication skill to create good relationship with their 
visitor and they need comprehension about effective interpersonal 
communication to give the information well about Fort Rotterdam.  
Based on the background above, the researcher chooses this topic 
because researcher interested in analyzing about effective interpersonal 
communication by the tour guide at Fort Rotterdam. The researcher chooses 
tour guides at Fort Rotterdam because daily tour guide always do 
communication with their visitor as a job from tour guide itself and Fort 
Rotterdam is a tourism place that make a visitor come to holiday or study 
tour, and some of the visitors like a foreign needs a tour guide to give 
information about Fort Rotterdam, automatically in the process of that there is 
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communication process between Tour Guide and visitor. As we know that 
communication is a one of the parts of language, language is one influential 
factor that can influence the process, especially communication. Moreover, 
researcher takes Analysis of Effective Interpersonal Communication by 
Tour Guides at Fort Rotterdam because the researcher is interested in 
looking effective interpersonal communication as an object of her research. 
B. Problem Statement  
Based on the background above, the researcher formulated problem 
statement: “How do tour guides use the effective interpersonal 
communication at Fort Rotterdam?” 
C. Objective of the Research 
Based on the problem statements above the researcher aims “to Find out tour 
guides use the effective interpersonal communication at Fort Rotterdam”. 
D. Significance of the Research 
 By conducting this research, the researcher hopes that the tour guides who 
have a good effective interpersonal communication when she/he give an 
information of a tourist can use their ability well. In further, the researcher hopes 
this thesis will have some significance for the reader in generally and especially 
for the student who interested in communication especially in analyzing the 
effective interpersonal communication. This research is also discusses the points 
of the effective Interpersonal communication used by Tour Guide. The 
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researcher also hopes that it will be useful as a considerable or comparison 
finding for other researchers who would like to conduct a similar research. 
E. Scope of the Research 
 The researcher gave boundaries in other the writing was more specific.  
The researcher focused on analyzing the Tour Guides at Fort Rotterdam, 
Makassar based on theory of Devito (1997:259) about Effective Interpersonal 
Communication. There are five kinds of Effective Interpersonal Communication: 
Openness, Empathy, Supportiveness, Positive, and Equality.  
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CHAPTER II 
REVIEW OF RELATED LITERATURE 
 This chapter deals with some previous related findings and explanation related 
to effective of interpersonal communication as the focus of this research and also list 
of references 
A. Previous Related Findings  
The previous findings related and relevant with this research are 
following:  
Suardhana, Nitiasih and Adi Jaya Putra (2013). In their journal under the 
title the communication skill of Tour Guide in Handling Customers, they found 
that describe the language skills of tour guides in terms of verbal and non-verbal 
communication in dealing with foreign tourists. They used descriptive analysis. 
Data was collected using observation, interview questionnaire and documentation. 
The data consisted of twenty questionnaires completed by tourists from two travel 
agents. Jan's Tours and Travel Ltd, located in Denpasar and Destination Asia 
Travel, located in Padang galak, Sanur. These questionnaires examined the verbal 
and non-verbal communication skills of Balinese tour guides. A verbal recording 
of each tour guide was also obtained as supporting data. The results of this study 
revealed that in verbal communication, the accuracy of the information was 
ranked as "good" in 40 % of cases, the fluency of the communication 
was ranked "good" in 35% of cases and the comprehension was ranked “good " in 
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35 % of cases. In terms of the non-verbal communication skills, body language 
was rated "good" in 25%, facial expression, 50%, eye contact, 60% , walking 
gesture, 55% and hand shaking 55%. 
Another researcher who is interested in analyzing interpersonal 
communication is Ihsan (2015). In his thesis under the title Interpersonal 
Communication in Support of Rural Tourism, he has attempted to investigate the 
activity interpersonal communication between tour guide and foreign tourist 
related with to support the tourist village in Towilfiets. Communicators in order 
build tourism object use credibility, attraction, the approach of communications, 
and maintenance tourism object with interpersonal communications. Research 
method that used is descriptive qualitative with collection techniques data such 
as observation, interviews, and documentation. In his research He found that in 
the communication process, tour guides adapt with all categories of travelers and 
tourists characters, communicators build familiarity and establish common 
communication also use for all parties concerned in order manage the tourist 
village, it is useful to continuation of the tourist village. This tourist has 
supported by all of carrying capacity of tourism object. 
Based on the previous finding above, researcher finds out the similarity 
and the difference between those two previous researches. 
All those previous finding above are absolutely related to this research. 
They not only have similarities but also differences with this research. The 
similarity of them with this research is to see how the author presents the role of 
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communication in many aspects. The first previous explains how communication 
skill used of tour guide in handling customers in terms of verbal and non-verbal 
communication and the second previous finding explains about how 
interpersonal communication to support the rural tourism. The differences of 
those previous findings with this research can see from theory that used by each 
researcher and also the object of the research is different. 
 
B. Pertinent Ideas 
1. Communication  
According to Conrad and Poole (2005) define communication as “process 
through which people, acting together, create, sustain and manage meaning 
through the use of verbal and non-verbal sign and symbols with a particular 
complex. And according to keyton (2011) Communication can be defined as the 
process of transmitting information and common understanding from one 
person to another. 
Communication is also a transactional activity. In the communication event, 
in communication participants usually construct the meaning of the message 
cooperatively. Rather, communication can be viewed as an active process, 
influenced by all the complexities and ambiguities of human behavior 
There are some elements in the communication to the communication 
process runs effectively: 
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a. Elements of Communication  
 According to Satir (2010:7) there are seven elements in 
communication, namely:  
1) Source  
  The source of a message is the originator of the ideas and 
feelings expressed. The source puts a message into a code, a process 
called encoding. The opposite of encoding is the process of decoding; 
this occurs when the interlocutor interprets the words or nonverbal cues.  
2) Message  
  Messages are the written, spoken, and unspoken elements of 
communication to which people assign meaning. People can send a 
message intentionally (sales talking to their costumer in a meeting) or 
unintentionally (sleepy in during a meeting); verbally (“Hi. How are 
you?”), nonverbally (a smile and a handshake), or in written (from a 
book). 
3) Channel 
  The channel which means the message is expressed to the 
interlocutor. Interlocutor receives messages through a variety of channels 
that include mediated channels such as text messaging, e-mail, phone, 
video conference, Facebook, or Twitter.  
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4) Interlocutor  
  The interlocutor of the message is the person or people who 
interpret the message and ultimately determine whether your message 
was understood and appropriate. Effective communicators are other-
oriented; they understand that the listener ultimately makes sense of the 
message they express.  
5) Noise 
  Noise is anything that interferes with the message being 
interpreted as it was intended. If there were no noise, all of the messages 
would be interpreted accurately. But noise is always present. It can be 
literal such as beeps coming from a Phone that signal incoming e-mail or 
it can be psychological such as competing thoughts, worries, and feelings 
that capture attention. 
6) Feedback 
  Feedback is response to the message. Like a Ping-Pong ball, 
messages bounce back and forth. Someone talk; someone listens and 
responds. This perspective can be summarized using a physical principle: 
For every action, there is a reaction. Without feedback, communication is 
rarely effective.  
7) Context 
  Context is the physical and psychological environment for 
communication. All communication takes place in some context. A 
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conversation on the beach with your good friend would likely differ from 
a conversation the two of you might have in a funeral home. Context 
encompasses not only the physical environment but also the people 
present and their relationships with the communicators, the 
communication goal, and the culture of which the communicators are a 
part. 
 
2. Types of communication   
a) Verbal Communication 
  Mark knap (1972:23) defines verbal communication is a form 
in writing using the language. This definition explains that verbal 
communication involves only oral communication (speaking and 
listening), but also a written communication (writing and reading) on 
active and passive participants of communication, verbal communication 
becomes two distinctive: listening and speaking.  
  The most apparent type of verbal communication is oral, and a 
number of examples of oral communication are readily available. 
Speeches, presentations and announcements are all forms of verbal 
communication, as well as casual conversation between friends. In 
addition to standard verbal communication, most communication models 
also include verbal feedback from the receiver, which may be in the form 
of questions or comments, but could be as short as a simple “yes” or even 
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a nondescript “uh-huh”. While specific examples of oral verbal 
communication are virtually unlimited, any conversation involving at least 
one receiver and at least one sender using spoken words can be considered 
an example of verbal communication. 
 
In addition, according to Devito (2013:107) verbal messages are those 
sentwith words. The word verbal refers to words; verbal messages consist 
of both oraland written words. Verbal messages do not include laughter; 
vocalized pauses youmake when you speak, such as “er,” “um,” and 
“ah”; or responses you make toothers that are oral but don’t involve 
words, such as “ha-ha,” “aha,” and “ugh!”. 
 Verbal message is more than non-verbal message because verbal 
message is not only tell about oral but also written words. Verbal message 
do not include laughter; vocalized pauses you make when you speak such 
as “ihh”, “uh”. 
 
b) Non-Verbal Communication 
  Not only do nonverbal behaviors act equally with verbal 
behavior to accomplish numerous communication functions, it also 
operates independently to achieve key communication goals. Nonverbal 
communication behaviors do more than verbal communication. Everyone 
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needs to consider some of the implications of each elements of non-verbal 
communication regarding interpersonal communication.  
a) Body Gestures  
 An especially useful classification in kinesics or the study of 
communication through body movement identifies five types: 
emblems, illustrators, affect displays, regulators, and adaptors Ekman 
& Friesen in Devito (2013:143) explain.  
1.  Illustrators  
Illustrators accompany and literally illustrate verbal messages. 
Illustrators make communications more vivid and help to maintain 
listener‟s attention. They also help to clarify and intensify your verbal 
messages.  
 2.  Affect Displays 
 Affect displays are the movements of the face that convey emotional 
meaning; the expressions that show anger and fear, happiness and 
surprise, eagerness and fatigue. They are the facial expressions that 
give someone away when someone tries to present a false image and 
that lead people to say. 
 
3. Regulators  
Regulators monitor, maintain, or control the speaking of another 
individual. When somebody listens to another, they are not passive; 
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they nod their head, purse their lips, adjust their eye focus, and make 
various paralinguistic. Regulators communicate what someone expect 
or want speakers to do as they are talking.  
4.  Adaptors  
Adaptors satisfy some need and usually occur without conscious 
awareness; they are unintentional movements that usually go 
unnoticed.  
b) Body Appearance  
 Sheppard & Strathman, 1989 in Devito (2013:145) says that 
body communicates even without movement. For example, others may 
form impressions of you from your general body build; from your 
height and weight; and from your skin, eye, and hair color. According 
to Guerrero & Hecht in Devito (2013:146) Tall people seem to be paid 
more and are favored by interviewers over shorter applicants, in 
addition Judges & Cable in Devito (2013:146) Taller people also have 
higher self-esteem and greater career success than do shorter people. 
c) Facial Communication  
 Throughout people interpersonal interactions, their face 
communicates especially signaling their emotions. In fact, facial 
movements alone seem to communicate the degree of pleasantness, 
agreement, and sympathy a person feels; the rest of the body does not 
provide any additional information. Ekman, Friesen, & Ellsworth in 
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Devito (2013: 146) claim that facial movements may communicate at 
least the following eight emotions: happiness, surprise, fear, anger, 
sadness, disgust, contempt, and interest.  
d) Eye Communication  
 Occulesis is the study of the messages communicated by the 
eyes, which vary depending on the duration, direction, and quality of 
the eye behavior. Argyle in Devito (2013:148) says that in every 
culture there are rather strict, though unstated, rules for the proper 
duration for eye contact, especially in England and United States. 
e) Touch Communication  
 Tactile communication or communication by touch, also 
referred to as haptic, is perhaps the most primitive form of 
communication. Developmentally, touch is probably the first sense to 
be used; even in the womb, the child is stimulated by touch. Soon after 
birth the child is fondled, caressed, patted, and stroked. In turn, the 
child explores its world through touch. In a very short time, the child 
learns to communicate a wide variety of meanings through touch. Not 
surprisingly, touch also varies with your relationship stage. Moreover, 
Guerrero & Andersen in Devito (2013:151) say that in the early stages 
of a relationship, someone touch little; in 18 intermediate stages 
(involvement and intimacy), someone touch a great deal; and at stable 
or deteriorating stages. This context related with relationship the more 
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close someone to other people the more touch non-verbal 
communication would be.  
f) Paralanguage  
 Paralanguage is the vocal but nonverbal dimension of speech. 
It has to do with the manner in which someone says something rather 
than with what someone say. An old exercise used to increase a 
student‟s ability to express different emotions, feelings, and attitudes 
was to have the student say the following significant differences in 
meaning are easily communicated, depending on where the stress is 
placed. 
g) Silence  
 Jaworski in Devito (2013:155) states that your silence 
communicates just as intensely as anything you verbalize. Someone 
talk verbally is common and everyone understand but silence is also 
talk, further explanation about the Functions of Silence. Like words 
and gestures, silence serves important communication.  
h) Artifactual 
 Communication Artifactual communication consists of 
messages conveyed by objects that are made by human hands. Thus, 
aesthetics, color, clothing, jewelry, and hairstyle, as well as scents 
such as perfume, cologne, or incense, all are considered artifactual. 
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1. Space Decoration  
That the decoration or surroundings of a place exert influence on 
perceptions should be obvious to anyone who has ever entered a 
hospital, with its sterile walls and furniture; or a museum, with its 
imposing columns, glass-encased exhibits, and brass plaques. Even 
the way a room is furnished exerts influence on us. In a classic 20 
study (Maslow &Mintz in Devito (2013:161) argue that attempted 
to determine if the aesthetic conditions of a room would influence 
the judgments people made in it.  
2. Color Communication  
Color communication takes place on many levels. For example, 
there is some evidence that colors affect physiologically. 
Respiratory movements increase in the presence of red light and 
decrease in the presence of blue light. Similarly, eye blinks 
increase in frequency when eyes are exposed to red light and 
decrease when exposed to blue. This seems consistent with our 
intuitive feelings that blue is more soothing and red more 
provocative. Srivastava& More in Devito (2013:161) state that 
color seems also to influence the expectation of taste sensation.  
3. Clothing and Body Adornment  
Clothing serves a variety of functions. It protects everyone from 
the weather and, in sports like football, from injury. According to 
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(M. H. Smith in Devito (2013:162) in the business world it may 
communicate position within the hierarchy, willingness and desire 
to conform to the clothing norms of the organization. It also may 
communicate professionalism, which seems to be the reason why 
some organizations favor dress codes. 
3. Interpersonal Communication 
According to Wood (2004) Interpersonal communication exists on a 
continuum from impersonal. Interpersonal Communication is the 
communication that takes place between people who are in some way 
“connected, interpersonal communication would thus include what takes 
place between son and his father, an employer and an employee, two sisters, 
a teacher and a student, two lovers, two friends, and so on. ( Devito, 2009:4).  
Interpersonal communication can make our communication each other 
well. Example when we talking with our friend, we can share all of things 
that we want ask her/him about our activity, love story, our favorite thing and 
etc. Therefore, interpersonal communication only two people involved. 
According to Devito (2009:17), there are some purposeful of 
interpersonal Communication: 
a. To learn, interpersonal communication enables to you to learn, to 
better understand the external world, the world of objects, events, and 
other people. 
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b. To relate, interpersonal communication help you to relate. You 
communicate your friend your friendship or love through your 
interpersonal communication: at the same time, you react and respond to 
their friendship and love message of others. 
c. To Influence very likely, you influence that attitudes and behaviors of 
others in your interpersonal encounters. 
d. To Play,  Talking with friends about your weekend activities, discussing 
sport or dates, telling stories and jokes, and in general just passing the 
time are play function. 
e. To help, Therapists of various kinds serve a helping function 
professionally by offering guidance through interpersonal interaction. 
Some purposeful of interpersonal communication above can make our 
relationship each other to be harmony and to be better understand each 
other. Interpersonal communication has a function that can make process 
communication easily to understand by listener when all of the purposeful 
used well.   
4. Effective Interpersonal Communication   
Interpersonal communication is stated to be effective communication 
when meeting communication is fun for the communicant. According to 
Devito (1997: 259-264) suggests five kinds of effective interpersonal 
communication. That is: 
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 1) Openness  
  Openness is an attitude that can accept input from others, and 
pleased to convey important information to others. This does not mean 
that people should immediately open all the events of his life, but was 
willing to open up when other people want information he knows. In 
another word, there are three characteristics or indicators of openness in 
effective interpersonal communication. First, effective interpersonal 
communicators should be open to the person to whom they interact; the 
second refers to the willingness of communicators to honestly react to the 
stimulus coming; and the third concerns the "ownership" of feelings and 
thoughts. 
2) Empathy  
Empathy is the ability of a person to feel what another person, 
can understand something that is being experienced by others, can feel 
what others feel, and can understand something the issue from the 
perspective of others, through the eyes of others. We can communicate 
empathy both verbally and non-verbally. The characteristics or indicators 
non-verbal empathy is active engagement with it through facial 
expressions and gestures are appropriate, centralized concentration 
include eye contact, posture attentive, and physical proximity and touch 
or caress proper. 
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3) Supportiveness 
Effective interpersonal relationship is a relationship in which 
there is a supportive attitude. This means that each party is committed to 
support the implementation of open interaction. Therefore There are three 
indicators of supportiveness in effective interpersonal communication. 
(1) We show being supportive by being (1) descriptive, not evaluative, 
(2) spontaneous and not strategic, and (3) provisional and not very 
confident. 
4) Positive 
A positive attitude is shown in the form of attitudes and behavior. 
In the form of attitude is the parties involved in interpersonal 
communication must have feelings and positive thoughts, not prejudice 
and suspicion. Indicators in positive attitudes in effective interpersonal 
communication are the first, if a person has a positive attitude towards 
themselves; second, positive feelings for the communication situation in 
general is very important for effective interaction. There is nothing more 
fun than to communicate with people enjoying the interaction or does not 
react favorably to the situation or atmosphere interactions. 
 
5) Equality 
Equality is the recognition that sides have an interest, both parties 
are equally valuable and precious, and each requires. Intention of 
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Equality here is the recognition or awareness. As well as the willingness 
to put yourself remedy equivalent to the communication partner. Thus it 
can be argued indicator of equality is to put themselves on par with 
others, aware of the importance different, recognizes the importance of 
the presence of others, do not impose the will, two-way communication, 
mutual need, the atmosphere is intimate and comfortable communication.  
When we want to a communication process as we hope, we have to 
know that “do communications have been effectively conveyed?” and we 
can know about that if we can find out of the effectively interpersonal 
communication are openness, empathy, supportiveness, positive and 
equality. 
 
5. History of Fort Rotterdam 
According to Rendez-vous Batavia D. Teeuwen and H. Doorn (2006) 
Ujung Pandang, former Makassar, is one of the largest cities of Indonesia 
outside Java. The city is worth a visit because of its colonial offices, churches, 
mosques, markets, chinese quarter, harbours, boulvards and so on. The culture 
is very varied: Toradja, Buginese, Makassarese up to and including Javanese, 
Chinese, Ambonese and Dutch. 
North of Hotel Benteng and south of the old PerahuHarbour –
PelabuhanHatta and Pelabuhan Sukarno at the coast of selat (strait) Makassar 
the Dutch Fort Rotterdam, today fort Ujung Pandang, cannot be overlooked. 
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Nearby the waterfront the defences guard splendid colonial buildings dating 
from the seventeenth and eighteenth centuries. Fort Rotterdam now houses 
two museums (speelman‟s house and La Galigo), and was, until 1998, a 
center of Indonesian historical services because of the presence of a V.O.C 
library. In 1998 this public library with a lot of original information about the 
Dutch East Indian Company (V.O.C) was moved from the fort the governor‟s 
quarters elsewhere in Ujung Pandang. 
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CHAPTER III 
METHODOLOGY OF RESEARCH 
 
 This chapter dealt with the research method and design, source of data, 
instrument of the research, procedures of collecting data and method of analyzing 
data. 
A. Method of the Research 
In this research, the researcher used qualitative descriptive method. 
According to Miller (2009:9), qualitative research based on meaning expressed 
through words, and collection results in non-standardized data requiring 
classification into categories and analysis conducted through the use of 
conceptualization. Qualitative descriptive study design chosen because it fit with 
the characteristics of the research problem, it is effective interpersonal 
communication by tour guides. The data have been collected is based on the 
reality that happen in the field and what tour guides fells, tour guide‟s do in the 
use effective interpersonal communication. 
  This study is a descriptive analysis. Data have been collected by using 
observation, interview and documentation. 
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B. Subject of the Research 
 The researcher used accidental sampling to get participants. As cited by 
Etikan (2015) „Accidental samples‟ is also known by convenience sampling 
because the elements may be selected in the sample simply as they just happen to 
be situated. 
 Accidental sampling used to take subjects of the research depends on the 
people who accidentally meet the criteria as the participants.  The participants 
are the tour guides at Fort Rotterdam, Makassar. In this research, the researcher 
did not take all of Tour Guide at Fort Rotterdam as the participant. The 
participants in this research took by accidental sampling. It chooses the 
participants that based on certain purpose. It means the participants that based on 
consideration that knowing the English Language. For getting the data about the 
effective interpersonal communication, the researcher observed and interviewed 
the entire participant (Tour guide) at Fort Rotterdam. To have information about 
the effective interpersonal communication, the researcher observed the manner 
of tour guide to give the information about Fort Rotterdam to visitor, during 
observation and interviewed subsequently. The researcher did research until 10 
days. It is on 6-15 December 2016.  In this case, the manner of tour guides to use 
the effective interpersonal communication to give information as they know 
about Fort Rotterdam. 
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C. Instrument of the Research 
  The researcher used interview that include some statements related to 
effective interpersonal communication to know the effective interpersonal 
communication used by tour guides to give information to visitor. In order to 
help the researcher in collecting and analyzing the data, the researcher used 
video recorder to record the tour guides‟ activities during the observation at 
Fort Rotterdam when the tour guides handling a visitor. In interviewing a 
tour guides, the researcher will use voice recorder to avoid missing some 
information during interview. 
D. Procedure of Collecting Data 
1. The researcher asked for permission to the head of Indonesian Tourism 
Set at Fort Rotterdam, to do observation her/his place that hold during 10 
days. 
2. The researcher did observation and wrote the name of tour guides who 
show the effective interpersonal communication in handling a visitor. In 
order to help the researcher in doing observation, the researcher asked for 
permission to the tour guides to use video recorder and put it in the front 
of the tour guide. 
3. The researcher gave the some questions to the tour guides about the 
effective interpersonal communication.  
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E. Technique of Analyzing Data 
 The researcher analyzed the data by transcribing the tour guide‟s 
answer based on the five kinds of effective interpersonal communication in 
Devito‟s theory (1997). The next step was describing the result by using 
descriptive qualitative method. Then, the researcher has drawn a conclusion. 
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CHAPTER IV 
FINDINGS AND DISCUSSIONS 
This chapter includes the findings and discussions, which discussed 
intensively. In findings, it collects the data which considered effective interpersonal 
communication. In discussions, it explains the effective interpersonal communication 
used by tour guides at Fort Rotterdam. 
A. Findings 
After analyzing the data of the research, the finding show that the tour guides‟ 
interpersonal communication is effective. The effectiveness is indicated by their 
openness, empathy, supportiveness, positiveness and equality which are described as 
follow: 
Indicators  
No Tour Guide Openness Empathy Supportiveness Positivness Equality 
1. Tour Guide 1          
2. Tour Guide 2        
3. Tour Guide 3           
4. Tour Guide 4           
5. Tour Guide 5          
 
 
29 
 
 
 
Effective Interpersonal Communication by tour guides at Fort Rotterdam 
a. Openness 
The relationship between the tour guide and the visitor is at the heart of 
effective management. In order for these relationships succeed there must be trust and 
openness between the tour guide and visitors. 
Tour Guides 3 and 4 shows an attitude of openness towards visitor, they said 
that the information will be given to visitors must be clear so that visitors can 
understand all about fort Rotterdam mainly on historical objects as describe in below: 
Extract 1:“Hmmm….so we as a tour guide first of all we must introduce our self 
after that we explain about the history of this fort Rotterdam. So the 
information that we give to the tourist must be detail because we have 
to explain the intricacies and history of the fort Rotterdam to visitors 
(Tour Guide 3).  
 
One tour guide said that as a tour guide must be provided all the information 
to the visitor according to the time available. As revealed below:  
Extract 2:“In the 2 hour I give the information to the visitor as much as possible, it is 
mean that we give as much as possible. But if the time is not too much, 
usually only important information I provide. For example, an object the 
time is only 5 minutes is usually the core object are told. But when the 
time could be given more and of course we supplement the information 
we provide to visitors (Tour Guide 4)”.  
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b. Empathy  
  Empathy is the ability to feel that if they became someone else, can 
understand something that is being experienced by others, can feel what others feel, 
and can understand something the issue from the perspective of others, through the 
eyes of others. 
 All the tour guides described that they are used body language to make 
visitors better understand. It is represented by tour guide 1, 2, 3, 4, and 5. Tour guide 
1 mentioned that we used body language to support the process of communication 
with visitors, the use of non-verbal communication will make visitors better 
understand the purpose to convey tour guide as shown below: 
Extract 3:“Mm Yes. We have to use body language. We looked into his eyes, 
smiles, it is a form of hospitality and also besides that Indonesia's rich 
and it is also hospitality as selling power to the tourist and hospitality that 
he did not get in his country. For example, in Europe everything is money 
so no one is smiling outright because they are busy. (Tour Guide 1). 
While Tour Guide 2 and 3 show that the use of body language in providing 
information to visitors, particularly in the use of English is considered a very 
important role to make the visitor that different country or culture with a tour guide 
who came from Indonesia to better understand the information conveyed below:  
Extract 4: “We use gestures or body language to guests so that they can understand 
the language we use. Example: English. The English language must use a 
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lot of body language used so that guests could understand what we were 
talking about and what we explain to them. Usually I use eye contact or 
hand movements (Tour Guide 3)”. 
Then other tour guide mentioned that beside of to the use of verbal 
communication, tour guide also use non-verbal communication in the process of 
communication with visitors as described below: 
Extract 5:“Aside from verbal communication, it is possible we also use body 
language. For example, a word / phrase that actually we know in our 
minds but to bring it to others we must be accompanied by movement 
or gesture of the body in order to further facilitate visitors in 
understanding the information that we want to explain to tourist.”(Tour 
Guide 4). 
The other tour guide revealed different response such as tour guide 5 shows that the 
use of body language in western values is very important for people to understand 
that we convey information as described below: 
Extract 6: “In providing information there is also a time to use body language and 
there is a time we did not use body language, especially the western 
people. Example: Are you hungry, oh yes. Why do not we have lunch? 
.Then guests will measure that Tour Guide is often read books / no, 
scientific or unscientific. 
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c. Supportiveness  
  The manner in which each of the communicating parties has committed to 
support the implementation of open interaction. A relevant response is a response that 
is descriptive. There were five tour guides who had been interviewed that correlate 
with supportiveness but there were some different answers from them. The tour guide 
1 show that tour guide used feedback in the process of communication is important 
thing. As described below: 
Extract 7: “Yup. Definitely frequent discussions and questions back. (Tour Guide 
1)”.  
The other tour guide (2) mentioned that regular feedback occurs when the 
visitors don‟t understand what the visitors explained before, as explained below: 
Extract 8: “Yes. Of course, because when I have explained all of the information to 
visitors, usually they often ask again what I have described to better 
understand it” (Tour Guide 2). 
Tour guide 3 shows that feedback frequently occurs when visitors want to 
know more details, as described below: 
Extract 9: “There were several guests that have visited this tourism place, an 
example guests from German, French or Canadian when I have 
explained about the history of fort Rotterdam, Makassar and they have 
been doing in terms of their feedback to tell about the history of the 
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State to us. In the sense that there has been feedback and then there 
comparison of the culture, like a foreignculture and our culture every 
day” (Tour Guide 3).  
Feedback always occurs when the visitors don‟t understand what the 
information that have explained before from tour guide, as shown below:  
Extract 10:“In general they do feedback as well as some of their questions with 
respect to what is described in that place, both on the state of the object, 
history etc. And when they do not understand what I have explained 
to them, they do feedback or questions back”  (Tour Guide 4). 
Tour Guide 5 showed that feedback made by visitors when visitors have the 
intellectual attitude and curiosity is high, as explained below: 
Extract 11: “Yes, if the visitors intellectual he always gives feedback in a statement 
or question.” (Tour Guide 5). 
 
4. Positive  
A positive feeling for the communication situation in general is very 
important for effective interaction. Communication will be to build the atmosphere if 
the listener and the speaker enjoy of the process of communication. Tour Guide gave 
various answers based on what they do in the process of communication that related 
to one part of effective interpersonal communication, it is positive. Four in five tour 
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guides used chosen in process communication. It represented by tour guide 1, 3, 4 
and 5. 
Tour guide 1 revealed that the sentence that we want to explain tells about our 
culture, as described below: 
Extract 12:“Yes. Certainly. The words chosen because it could show identity and 
it is also characteristic of the Makassar has a friendly and they always 
smiling” (Tour Guide 1). 
Tour guide 3 mentioned that the words choice that should be easily 
understood by visitors, as described below: 
Extract 13: “mmm…We must focus to see the words that easily and they also 
understand what we deliver in the sense that we have to provide 
information that they can understand” (Tour Guide 3). 
The other tour guide (4) mentioned that the words choice/sentences choice is 
considered important in the communication process so that visitors do not make the 
same question again, as explained below: 
Extract 14:“In providing good information cannot be separated from the choice 
of words, especially how to provide a better understanding not 
independent of the choice of words, and so they do not ask with the 
same question..” (Tour Guide 4). 
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The choice of words is considered very important in the communication 
process because it can provide its own assessment of the visitors, as showed below: 
Extract 15: “Choice of words is so important to guests consider about their 
background, for example, they are doctors, professors, lectures etc. So 
that the vocabulary that we will use that particular or in accordance with 
his job and with it will come to light. Then guests will measure that Tour 
Guide is often read books / no, scientific or unscientific” 
5. Equality  
In this last part, equality does not require us to accept and approve all and 
non-verbal behavior of others and equality actually provides unconditional positive 
appreciation to others. The researcher found that four in five tour guides used equality 
in order to combine positive attitude and negative attitude from tour guide to visitor. 
Tour guide 1 showed that a positive attitude can be seen when a visitor 
provides paid more to the tour guide in a tribute to his work. A positive attitude that 
as a tour guide in deal of the attitude and the nature of the visitors in a way how to 
anticipate them, as shown below: 
Extract 16:“Positive attitude is he paid more and he is dating many times and 
entrusted me as a tour guide again if they show negative attitude is no 
body perfect. We just learn how to anticipate them (Tour Guide 1)” 
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Another tour guide (2) mentioned that positive attitude that visitors provide 
when he responds to a tour guide and the negative attitude is when they do not 
respond to the tour guide, as described below: 
Extract 17:“The positive is he response me and negative is he is not response 
me… . As a tour guide we have to apply and he is like a king. Examples 
such as the employees at the hotel we have to keep smiling”. 
Tour guide 3 showed that the way a tour guide to anticipate when a tour guide 
did a negative attitude is to learn and know the culture of each tourist, as explained 
below: 
Extract 18:“Movements or arrogance that they bring from their country to 
Indonesia we can explain to them by our culture and they also have to 
understand the culture that we have. And we should tell them that this is 
the culture in Indonesia. And when they do arrogance that is 
incompatible with our culture, we should not forbid. We can give an 
illustration and eventually they could adjust (Tour Guide 3)”. 
Tour guide 4 showed that a tour guide can understand the conditions when a 
visitor shows negative attitudes that do not accordance with the culture in Indonesia, 
as shown below: 
Extract 19:“If there are negative things that ever happened to them at least that we 
can solve our own way and if it can be left behind… (Tour Guide 4)”. 
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B. DISCUSSION  
In this point, the researcher explained the data analysis that had been gotten from 
findings above about effective interpersonal communication used by Tour Guides at 
Fort Rotterdam, Makassar by DeVito‟ theory which consist of five kinds of effective 
interpersonal communication such as openness, empathy, supportiveness, 
positiveness and equality. 
 
a. Openness 
Openness is the willingness of people to disclose information about 
him that would normally be hidden, as long as only a few proper disclosures 
(Devito, 2007: 112). Openness also includes the willingness to listen openly 
and honestly react to the messages of others. To have openness, a person 
must:  
a. Reveal them when the time is right.  
b. Responding to those with whom we interact spontaneously and 
with precise honesty, but also with an awareness of what we say 
and what may result from our message. 
c.  Having our thoughts and feelings. Being responsible for what we 
say. 
All tour guides answered and described their opinion about openness 
but there were some tour guides gave different answer. Two of five tour 
guides (3 and 4) had same opinion as in extract 1 showed that tour guide 
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give all the information to the tourist by detail. Then extract 2 showed that 
the tour guide give all the information that visitor could satisfy. Based on the 
tour guide‟s opinion, it means that as a tour guide we must be given all the 
information by detail and that could satisfy because it can help the visitor to 
know the all of thing in the tourism place and it can say full service. 
Openness owned by Tour Guide and visitors will provide a positive influence 
for the communication process, because of the presence of this open attitude 
will be easier to initiate communication between Tour Guide with visitors to 
facilitate interaction with one another. So as to realize this openness, takes an 
active role of tour guide and visitors in a way, Tour Guide willing to accept 
suggestions, complaints, criticism and willing to respond to what has been 
submitted by visitors, so that there is feedback given, because this 
communication is two-way. Likewise, visitors need to provide the necessary 
information tour guide voluntarily accept the advice, guidance, warning if 
done wrong, so communication is created in two directions, fair, transparent 
and acceptable to both parties. 
After analyzing the data about openness based on the answers of all 
tour guides, the researcher found some tour guides who could do openness in 
the process of communication even though not all tour guides could do 
openness but there were still more tour guides who gave explanation about it 
than those who were not.  
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b. Empathy 
Empathy is to feel what other people feel from the viewpoint of a 
person without losing our identity (Devito, 2007:248). 
All the tour guides given an answered about the empathy in the 
process of communication. Extract 3 showed that as an Indonesian people 
that popular with hospitality, tour guide used eye contact and give smile to 
visitor; those are one part of body language. Extract 4 showed that tour 
guide usually use body language like eye contact and hand movements to 
make the visitor better understand the information conveyed. Extract 5 
showed that verbal communication and non-verbal communication is the 
important thing in the process of communication, to make the visitor 
understand that information that tour guide conveyed, they used body 
language, for example movement or gesture of the body. Extract 6 showed 
that there is a time to use body language especially the western people that 
have a different country and culture with tour guide. 
Based on the explanation of tour guides above, it can be said that they 
looked that body language was very important in the effective interpersonal 
communication to build the good communication. They describe a lot of and 
they got great chemistry when they used body language in the process of 
communication. They not only use verbal communication but also non-
verbal communication. 
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After analyzing the data about empathy by using body language in 
process communication and the opinion all tour guides about it, it can be 
concluded that all the tour guides do empathy in the effective interpersonal 
communication for visitors, the tour guide will better understand the 
difficulties experienced by visitors, and will eventually lead to a sense of 
tolerance between the tour guide to visitors. 
c.  Supportiveness  
Being supportive in communication is to describe behavior that is 
more than evaluate and provisional than definite (Devito, 2007: 266). 
Extract 7 showed that tour guide used feedback in the process of 
communication. Extract 8 showed that feedback occurs when the visitor 
doesn‟t understand and to know more about the object of tourism place at 
Fort Rotterdam. Extract 9 showed that feedback frequently occurs when 
visitors want to know more details. Extract 10 explained that feedback 
always occurs when the visitor don‟t understand what the information that 
have explained before by tour guide and extract 11 showed that feedback 
made by visitor when visitors have the intellectual attitude and curiosity is 
high. 
Based on the explanation of tour guides above, it can be said that 
always happen supportiveness in the effective interpersonal communication to 
make the visitor more understand about what we have explained before. 
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After analyzing the data about supportiveness by using feedback in the 
process communication and the opinion all tour guides about it, it can be 
concluded that all the tour guides used supportiveness by using feedback in 
the effective interpersonal communication, the tour guide will be easy to 
know what the visitor want when occurs feedback in the process of 
interpersonal communication. 
 
d. Positiveness 
A positive attitude in interpersonal communication should be done 
with the use of positive messages than negative (Devito, 2007: 224). 
Extract 12 showed that the sentence that we want to explain about our 
culture, the choice of words to know the identity and characteristics from the 
tour guide in Expressing positive attitude to the recognition of cultural 
differences (Dresser, 1996, Chen, 1992). In the United States (USA) it is 
considered appropriate for the supervisors to commend employees who do an 
outstanding job. Therefore in this case the cultural discussion is appropriate 
in interpersonal communication. Extract 13 showed that the words that we 
want to say to the visitor must be easily understand and can get the message 
or information that tour guide provided. Extract 14 showed that the 
sentences or choice of words are important in the communication process so 
that the visitor do not make the same question. Extract 15 showed that the 
choices of words are very important in the communication process because it 
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can provide its own assessment of the visitor and the visitor can measure that 
tour guide is scientific or unscientific. 
Based on the explanation of tour guides above, it can be said that the 
choice of words/choice of sentence are important in the communication 
process so that the visitor do not make the same question and can get the 
message or information that tour guide provided. 
After analyzing the data about positiveness by using choice of 
word/choice of sentence in the process of interpersonal communication and 
the opinion all tour guides about it, it can be concluded that all the tour 
guides used positiveness by using choice of words in the process of effective 
of interpersonal communication but only 1 of five tour guides did not use 
choice of words/choice of words because tour guide 2 think that positiveness 
by using choice of words is considered a matter of spontaneity occurs in 
providing information to visitors, positivenesscan be demonstrated with a 
variety of behaviors and attitudes, such as the mutual respect between the 
tour guide to visitors, positive minded toward others, unsuspecting 
excessively, believes the importance of others, give praise and appreciation, 
commitment to cooperation. 
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e. Equality 
Equality is the recognition that sides have an interest, both parties are 
equally valuable and precious, and each requires (Devito, 1997:264) 
Extract 16 showed that a positive attitude can be seen when a visitor 
provides paid more to the tour guide in a tribute to his work. A positive 
attitude that as a tour guide in deal of the attitude and the nature of the 
visitors in a way how to anticipate them.  showed that positive attitude that 
visitors provide when he responds to a tour guide and the negative attitude is 
when they do not respond to the tour guide. Extract 17 and extract 18 
showed that the way a tour guide to anticipate when a tour guide did a 
negative attitude is to learn and know the culture of each tourist. Extract 19 
showed that a tour guide can understand the conditions when a visitor shows 
negative attitudes that do not accordance with the culture in Indonesia. 
Based on the explanation of tour guides above, it can be said that 
equality by using positive and negative attitude is the way of tour guides to 
learn and know the culture of tourist and make tour guide and visitor can 
understand each other about their attitude can do equality in the process of 
interpersonal communication. 
After analyzing the data about equality by using positive and negative 
attitude in the process of interpersonal communication, equality is so 
important to make the good of process communication. Equality can help a 
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person to understand each other, between tour guide with visitor if there is 
happen conflict or problem in the process of communication 
Effective interpersonal communication in an interpersonal relationship 
characterized by equality, more conflict is viewed as an attempt to 
understand the differences that surely exist rather than as an opportunity to 
drop another party. 
Based on discussion above, research participants used all the kinds of 
effective interpersonal communication generally but there were some kinds 
of effective interpersonal communication which research participants used 
dominantly than other kinds. Empathy, supportiveness and equality was the 
dominant kinds which used by research participants than openness and 
positiveness.  
Empathy, supportiveness and equality are dominantly used refers to 
Devito (1997). People‟s ability is to understand that communication can be 
viewed as an active process, influenced by all the complexities and 
ambiguities of human behavior. Empathy, supportiveness and equality are 
the dominant because empathy is considered able to make visitors better 
understand the message to be conveyed by the tour guide. While 
supportiveness considered commonplace in the communication process to 
establish synchronization between tour guides and visitor and equality is 
considered an attempt to understand each other the difference. Tour guide 1, 
2 and 5 did not use openness by using give all the information in effective 
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interpersonal communication because they said that if we want to give all the 
information to the visitor, it is depend on the pay and a lot of time that we 
use in communication process. So they cannot give all the information about 
Fort Rotterdam to the visitor. While tour guide 2 did not use positiveness by 
using choice of words/sentence in effective interpersonal communication 
because he did not filter what we want to say to the visitor, he use by 
spontaneity and have conceptualized in his mind. 
Therefore, from whole analysis above, researcher found a gap of the 
effective interpersonal communication by tour guides at Fort Rotterdam. 
After done interview confirmation to the research participants evidently, it 
showed that tour guides at Fort Rotterdam does not know the five kinds of 
effective interpersonal communication refers to Devito (1997) even though 
not at all tour guides used all the five kinds in effective interpersonal 
communication process. The process would be more effective if they 
understood the five kinds of effective interpersonal communication from 
Devito. 
In previous research, researcher mentioned two reviews of related 
literature. One of them is from Suardhana, Nitiasih and Adi Jaya Putra 
(2013) in their journal under the title “The communication skill of Tour 
Guide in handling customers”. This journal aims to find out the language 
skill of tour guides in terms of verbal and non-verbal communication in 
dealing with foreign tourists while the aims of the research that researcher 
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was to look closely at how tour guides use effective interpersonal 
communication at Fort Rotterdam. In addition, Suardhana, Nitiasih and Adi 
Jaya Putra used descriptive analysis method for data collection by using 
observation, interview, questionnaire and documentation while researcher 
used three methods for data collection observation, interview and 
documentation. 
The results of Suardhana, Nitiasih and Adi Jaya Putra research 
revealed data consistent with the theory in verbal communication, the 
accuracy of the information, the fluency of the communication and 
comprehension and in non-verbal communication skills, body language, 
facial expression, eye contact, walking gesture and hand shaking while result 
of researcher‟s research is not at all tour guides used five kinds of effective 
interpersonal communication according to Devito in their communication 
process effectively used even though they did not use the five kinds of 
effective interpersonal communication in totally because they did not exactly 
what Devito means in his theory. 
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CHAPTER V 
CONCLUSION AND SUGGESTION 
This chapter delivers conclusion and suggestion. After seeing the 
findings of the analysis of effective interpersonal communication by Tour 
Guides at Fort Rotterdam, the researcher provides some conclusions and 
suggestions to the readers. 
A. Conclusion  
Based on the findings and discussion in the previous chapters, the 
researcher concluded that five kinds of effective interpersonal communication 
used by tour guides, although not all kinds of effective interpersonal 
communication used by tour guides. Where the kinds of Empathy, 
supportiveness and equality used by all tour guide while on the kind openness 
is only used by 2 of 5 tour guides and for positivity used by 1  of 5 tour 
guides. Empathy, supportiveness and equality more dominant were used by 
tour guides. Empathy is considered able to make visitors more understand 
about the message which conveyed by tour guide. While in the process of 
communication, supportiveness can make synchronization between tour guide 
and visitor. In addition, equality is considered an attempt to understand each 
other difference. Beside of that openness and positiveness were less used by 
tour guides because openness by giving information to the visitor is depend on 
the time and pay of visitor. While positiveness by using choice of 
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words/sentence is spontaneity, based on the tour guide 2 said that he did not 
use positivness by using choice of words/sentence in the process of effective 
interpersonal communication. 
 
B. Suggestion  
In the end of the thesis, the researcher also provided a number of 
suggestions as follows:  
a. For the next researcher, the researcher recommended that they can make 
research with the same topic about effective interpersonal communication 
and learn about communication to do more specific research about 
effective interpersonal communication. 
b. For the reader, the researcher suggested that they can take the message 
that are indicated in the research and know more about effective 
interpersonal communication. Because it can be beneficial information to 
understand the communication process especially effective interpersonal 
communication used by Tour Guides. 
c. Especially for English and Literature department, the researcher hoped 
that they can learn about effective interpersonal communication very well 
because it includes the important thing to know process communication 
well. 
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APPENDIX 
Interview Guide 
1. Do you give all the information about Fort Rotterdam to the visitor? 
2. Do you use eye contact or other body language in communication process? 
3. Whether a visitor often gives feedback when you have explained some place 
at Fort Rotterdam? 
4. Do you filter or select the words/sentence that you want to say when you 
submit the information? 
5. As a tour guide, what positive attitude shown by visitor and what the negative 
attitude shown by visitor then how do you deal with that visitor behavior? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
APPENDIX 
 
Name : Tour Guide 1 
Sex : Male 
 
1. Do you give all the information about Fort Rotterdam to the visitor? 
[Not at all. It is depend on the pay, so if the pay is also big then the 
information about fort Rotterdam is also a thorough and full 
information and it is full service] 
2. Do you use eye contact or other body language in communication 
process? 
[Mm Yes. We have to use body language. We looked into his eyes, 
smiles, it is a form of hospitality and also besides that Indonesia's rich 
and it is also hospitality as selling power to the tourist and hospitality 
that he did not get in his country. For example, in Europe everything is 
money so no one is smiling outright because they are busy] 
3. Whether a visitor often gives feedback when you have explained some 
place at Fort Rotterdam? 
[Yup. Definitely frequent discussions and questions back] 
4. Do you filter or select the words/sentence that you want to say when 
you submit the information? 
 
 
 
 
[Yes. Certainly. The words chosen because it could show identity and it 
is also characteristic of the Makassar has a friendly and they always 
smiling] 
5. As a tour guide, what positive attitude shown by visitor and what the 
negative attitude shown by visitor then how do you deal with that 
visitor behavior? 
[Positive attitude is he paid more and he is dating many times and 
entrusted me as a tour guide again if they show negative attitude is no 
body perfect. We just learn how to anticipate them] 
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Name  : Tour Guide 2 
Sex : Male 
 
1. Do you give all the information about Fort Rotterdam to the visitor? 
[Depend on time. So if we have lot of time, I will give information to 
visitors are also more thorough] 
2. Do you use eye contact or other body language in communication 
process? 
[Yes, of course] 
3. Whether a visitor often gives feedback when you have explained some 
place at Fort Rotterdam? 
[Yes. Of course, because when I have explained all of the information 
to visitors, usually they often ask again what I have described to better 
understand it] 
4. Do you filter or select the words/sentence that you want to say when 
you submit the information? 
[Spontaneity and out just because the information is already 
conceptualized in our mind which is given to visitors. So what we see 
here we continue to explain all the objects in the museum we will 
explain ranging from its name to its function and its history] 
 
 
 
 
5. As a tour guide, what positive attitude shown by visitor and what the 
negative attitude shown by visitor then how do you deal with that 
visitor behavior? 
[The positive is he responded me and negative is he did not respond 
me… As a tour guide we have to apply and he is like a king. Examples 
such as the employees at the hotel we have to keep smiling] 
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Name  : Tour Guide 3 
Sex : Male 
 
1. Do you give all the information about Fort Rotterdam to the visitor? 
[Hmmm….so we as a tour guide first of all we must introduce our self 
after that we explain about the history of this fort Rotterdam. So the 
information that we give to the tourist must be detail because we have 
to explain the intricacies and history of the fort Rotterdam to visitors] 
2. Do you use eye contact or other body language in communication 
process? 
[We used gestures or body language to guests so that they can 
understand the language we use. Example: English. The English 
language must use a lot of body language used so that guests could 
understand what we were talking about and what we explain to them. 
Usually I use eye contact or hand movements] 
3. Whether a visitor often gives feedback when you have explained some 
place at Fort Rotterdam? 
[There were several guests that have visited this tourism place, an 
example guests from German, French or Canadian when I have 
explained about the history of fort Rotterdam, Makassar history and 
 
 
 
 
they have been doing in terms of their feedback to tell about the history 
of the State to us. In the sense that there has been feedback and then 
there comparison of the culture, like a foreignculture and our culture 
every day] 
4. Do you filter or select the words/sentence that you want to say when 
you submit the information? 
[hmmm…We must focus to see the words that easily and they also 
understand what we deliver in the sense that we have to provide 
information that they can understand] 
5. As a tour guide, what positive attitude shown by visitor and what the 
negative attitude shown by visitor then how do you deal with that 
visitor behavior? 
[Movements or arrogance that they bring from their country to 
Indonesia we can explain to them by our culture and they also have to 
understand the culture that we have. And we should tell them that this 
is the culture in Indonesia. And when they do arrogance that is 
incompatible with our culture, we should not forbid. We can give an 
illustration and eventually they could adjust] 
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Name  : Tour Guide 4 
Sex : Male 
 
1. Do you give all the information about Fort Rotterdam to the visitor? 
[In the 2 hour I give the information to the visitor as much as possible, 
it is meaning that we give as much as possible. But if the time is not too 
much, usually only important information I provide. For example, an 
object the time is only 5 minutes is usually the core object are told. But 
when the time could be given more and of course we supplement the 
information we provide to visitors] 
2. Do you use eye contact or other body language in communication 
process? 
[Aside from verbal communication, it is possible we also use body 
language. For example, a word / phrase that actually we know in our 
minds but to bring it to others we must be accompanied by movement 
or gesture of the body in order to further facilitate visitors in 
understanding the information that we want to explain to tourists] 
3. Whether a visitor often gives feedback when you have explained some 
place at Fort Rotterdam? 
 
 
 
 
[In general they do feedback as well as some of their questions with 
respect to what is described in that place, both on the state of the object, 
history etc. And when they do not understand what I have explained to 
them, they do feedback or questions back] 
4. Do you filter or select the words/sentence that you want to say when 
you submit the information? 
[In providing good information cannot be separated from the choice of 
words, especially how to provide a better understanding not 
independent of the choice of words, and so they do not ask with the 
same question] 
5. As a tour guide, what positive attitude shown by visitor and what the 
negative attitude shown by visitor then how do you deal with that 
visitor behavior? 
[If there are negative things that ever happened to them at least that we 
can solve our own way and if it can be left behind] 
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Name  : Tour Guide 5 
Sex : Male 
1. Do you give all the information about Fort Rotterdam to the visitor? 
[If time is a lot of it means that information that I will give to the visitor 
is full] 
2. Do you use eye contact or other body language in communication 
process? 
[In providing information there is also a time to use body language and 
there is a time we did not use body language, especially the western 
people. Example: Are you hungry, oh yes. Why do not we have lunch? 
.Then guests will measure that Tour Guide is often read books / no, 
scientific or unscientific] 
3. Whether a visitor often gives feedback when you have explained some 
place at Fort Rotterdam? 
[Yes, if the visitors intellectual he always gives feedback in a statement 
or question] 
4. Do you filter or select the words/sentence that you want to say when 
you submit the information? 
[Choice of words is so important to guests consider about their 
background, for example, they are doctors, professors, lectures etc. So 
 
 
 
 
that the vocabulary that we will use that particular or in accordance 
with his job and with it will come to light. Then guests will measure 
that Tour Guide is often read books / no, scientific or unscientific] 
5. As a tour guide, what positive attitude shown by visitor and what the 
negative attitude shown by visitor then how do you deal with that 
visitor behavior? 
[If there are negative things and positive that ever happened to the 
tourist at least that we can solve our own way and if it can be left 
behind and then explained to them about our culture in Indonesian 
country especially Makassar culture] 
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